3 


To:  Peter  Cunningham 
Rn;  Kel th  Hocking 


cc.  Peter  Lines 

A!  I  INFUT  Europe  Staff 


19th  October,  1988 


All  Scales  Used:  1  -  5;  5=  Highest 


CUSTOM  SATISFACTIO]  SJrU^  1988 


CSPE  17  SUF^/EYED. 


1]  PRCXmtvE  F^TIFE  liVPORTANCE     SATISFy^lCN  DIFFERENCE 

0  KJTLINE  3.5  3.1  0.1 

o  /WIU^L  CONFERENCE  3.5  3.6  (0,1) 

°  CM-SITE  PRESEWAT I  ON  3.7  3.9  (0.2) 
°  BI-MKIH_Y  SERVICE 

UPDME5  3.6  3.ii  0.2 

ISSUE  REPORTS  '♦.O  0.4 

o  A^JNLVU.  REPQKT  '♦.0  3.8  0.2 


2)  fvDST  IM^ORTANTT 

1 .  I ssue  Reports 

2.  Annual  Report 

3)  LB^ST  I^PORTANrr 

=1,  Conference  /  Hotline 
We  are  c losely  meet Ing  the  clients'  requirements. 


-  1  - 


F  R  u  n 


I  h  P  IJ  T    L  T  D 


U)  FEATURES  OF  SERVICE 

RMINC 


ISSUE  IMPORTANCE  U.2iJ 

o  ISSUE  TIMELINESS  3.70 

°  QUALITY  ANALYSIS  3.76 

°  QUALITY  OF  CATA  3.53 

°  REPORT  USABILITY  4.26 
«  STAFF  ACCESS  I Bl  LI '1.23 

"  AOODUvr  ^v\^^^CE^'E^/T  t .  i  o 

STAFF  RESPONSIVENESS  H.l'f 

°  REPORT  P3?v'AT  /  STYLE  4.21 

«  SHIPPING  /  DELIVERY  3.94 

°  SALES  SUPPORT  4.07 

7  of  features  highly  rated  (over  4);    4=  Good 

5)  HOTLINE  SERVICE 

°  Time  I  iness  3.67 

°  Helpfulness  /  Attitude  of 

staff  4.09 

^Quality  of  Information  3.17 

°  Consistency  of  Response  3.22 


Staff  handle  clients  well,  information  provided  though  just  above  average. 
6)  BIM>fTVILY  NEVgLETTH^  -  How  could  we  Increase  its  value^ 
"  Monthly 

°  Less  UK  more  European  information 
°  More  Italian  Information 
o  AS400  Analysis 

°  Index  (We  do  but  it  is  obviously  not  'visible') 
°  Hot  I ine  Synthesis 


-  2  - 


F  R  0  M 


I  H  P  U  T    L  T  D 


1  i  ■■  '0  >J 


F  .  4 


7)  KV<]CR  BENEFITS 


Nunber  of  Responses 


Outside  Reference 
Benchmark  Information 
Ass i  sts  PI anning 
European  I nforma  t  i  on 
TFM  Information 
Ccmpetltlve  Information 


8)  WEAKNESSES 


H 
1 

10 
1 
1 
1 


(for  satisfaction) 


Nurber  of  Responses 


Hot  I ine 

Annual  Report  "Indigestible" 

Data  Fuzzy 

Statistics  Old 

Only  want  LK 

Not  enough  in  Italy 

Too  Genera  I 

French  market  for  hotline 
Changed  1-10  scale  to  0-10 
for  1987  annual  report 


(Need  retail,  financial  markets) 


9)  PRICE 


Too  Low 
°  Just  Right 
*  Too  High 
o  Non  Answer 


Niniaer  of  Responses 


0 
8 
8 
1 


10)  1989  Topics 


I  INTEREST  HICH 

"  TPM  11 

°  4th  Party  Maintenance  5 

°  Qual i  ty  Standards  8 

o  Software  Maintenance  12 

^  CS  Market  Analysis  11 

o  Training  6 

°  Pricing  in  CS  12 

°  Docunentation  1 


GC 


A^ILM  LCW  ANSWER 

5  1  0 

6  5  1 

7  2  0 
U  1  0 

5  1  0 
9  2  0 
4  1  0 

6  10  0 


UC  23  1 
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F  p  0  ri      I  H  p  ij  T    L  T  D 


1 


Other 

Maintenance  of  R^s                5  1  0 

"Other"  equipment                     0  3  1 

We  have  the  right  "topics"  for  1989,  except  for  docunentat ion  v,hlch  is  marginal 


11 )  New  Services 


-  VAR.s 

-  Suppl I es  Ana lys  i  s 

-  AS  100 

-  Envi roimenta I  Services 

-  "Wlio  Omis  Who"  -  (Granada) 

-  How  to  bring  davn  tlie  cost  of  maintenance 

-  Professional  services  pricing  of  vendors 

-  Spares  /  Productivity  irrprovements 

-  Future  CS  activities 

-  1992  (2) 

-  Retail  /  Financial  market  CS  analysis 


129  Other  Services 

Prognostics  3  (NCR,  Philips,  ICL)  Good  for  information  by  product  code 

Rom  tec  1 

Other  1 

IDC  1 

Inteco  1 

Ctartner  1 
None            '  9 


Overal I  Rating:  3.75 
13)  Cone  I  us  i  ons : 

«  Clients  are  well  satisfied  overall  and  very  satisfied  with  most  individual 
aspects  of  the  service 

Corpetition  has  made  seme  headway  In  the  clients  surveyed. 
°  AM  said  they  would  renew,  some  subject  to  budgets  -  N^.  TANDSvI  -  Ub 
Parent  is  cutting  budgets.  ,     ^  ^       .       ,  * 

°  We  are  providing  a  perceived  "good"  quality  service  but  must  wrk  to 
Inprove  to  4+  overall  next  year. 

"  Price  Increase  (20%)  in  1989  must  be  carefully  justified. 


-  4  - 


